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Tuntutan masyarakat terhadap pemerintah untuk mewujudkan pelayanan publik 
yang prima dan memihak kepada masyarakat mendorong Pemerintah Kota Surakarta 
menerapkan program One Stop Service (OSS) yang diselenggarakan melalui Kantor 
Pelayanan Perijinan Terpadu (KPPT). Penelitian ini dimaksudkan untuk mengetahui 
manajemen pelayanan perijinan yang diterapkan KPPT Kota Surakarta melalui program 
OSS yang sesuai dengan standar pelayanan MENPAN Nomor 63/KEP/M.PAN/7/2003. 
Penelitian ini dilaksanakan di KPPT Kota Surakarta. Jenis penelitian yang 
digunakan adalah metode deskriptif kualitatif. Sumber data meliputi informan/narasumber 
berasal dari petugas KPPT dan pemohon ijin, observasi, dan telaah dokumen. Sedangkan  
pengambilan sampling penelitian ini menggunakan purporsive sampling, sampel dipilih 
secara cermat dengan mengambil orang atau obyek penelitian yang selektif dan 
mempunyai ciri-ciri spesifik. Sampel diambil memiliki ciri-ciri khusus dari populasi, 
sehingga dapat dianggap cukup representatif. Teknik pengambilan data melalui 
wawancara, observasi dan dokumentasi. Validitas data dilakukan dengan teknik 
triangulasi data. Data kualitatif dianalisis melalui model analisis interaktif. 
Hasil penelitian menunjukkan:(1). Prosedur Pelayanan yang ada di KPPT Kota 
Surakarta dibuat cukup sederhana dan mudah dilaksanakan sesuai dengan SK Walikota 
Nomor 065/187/1/2005. (2). Waktu Penyelesaian perijinan yang ada di KPPT  Kota 
Surakarta sudah sesuai dengan komitmen Program OSS (One Stop Service) serta sesuai 
jadwal yang sudah dicanangkan sebelumnya. (3). Tarif retribusi atau biaya pelayanan 
beberapa perijinan yang ada di KPPT Kota Surakarta sangat terjangkau oleh berbagai 
kalangan masyarakat. (4). Produk Pelayanan perijinan yang diterbitkan oleh KPPT Kota 
Surakarta, yang meliputi 21 perijinan dan 2 non perijinan. (5). Sarana dan Prasarana yang 
ada di KPPT Kota Surakarta sudah memenuhi standar pelayanan dan mendukung 
pelayanan perijinan. (6). Kompetensi Petugas Pemberi Pelayanan di KPPT Surakarta 
diambil dari kalangan akademisi dimana itu mendukung pelayanan perijinan yang ada di 
KPPT Kota Surakarta. 
Kesimpulannya bahwa manajemen pelayanan perijinan di KPPT Kota Surakarta 
sudah berjalan dengan baik, hambatan dari pihak KPPT Kota Surakarta sendiri sebagian 
besar sudah dapat diatasi. Para pengguna jasa relatif merasa puas dengan pelayanan yang 
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ABSTRACT 
YUDITYA SUJARWADI. D108521. THE MANAGEMENT OF LICENSE 
SERVICE AT MUNICIPAL LICENSING SERVICE OFFICIAL SURAKARTA IN 
2009. Undergraduate Thesis. Science Public Administration Departement. Faculty 
of Politics and Social Science. Sebelas Maret University. 2010. 112 pages. 
 
Public community demands for the government to achieve public service 
excellence and impartially to the community to encourage the Surakarta Government to 
implement the One Stop Service program (OSS) which is provided through the Municipal 
Licensing Service Official (KPPT). This study aimed to determine the applicable 
licensing services management KPPT Surakarta through the OSS program in accordance 
with service standards MENPAN Nomor 63/KEP/M.PAN/7/2003. 
The research was conducted in KPPT Surakarta. This type of research is a 
qualitative descriptive method.  Data sources include informants / sources derived from 
KPPT officers and the applicant a permit, observation, and document review. Sampling 
technique of this study using purporsive sampling where samples are carefully selected 
by taking the person or object that selective research and have specific characteristics. 
Samples taken have special characteristics of the population, so it can be considered 
sufficiently representative.  The collecting data through interviews, observation and 
documentation. The validity of the data was done by using triangulation of data. 
Qualitative data were through an interactive analyzed model. 
The results showed: (1). Service Procedure in KPPT Surakarta made quite simple 
and easily implemented in accordance with SK Walikota No. 065/187/1/2005.                   
(2). Completion Time of licensing in KPPT Surakarta is in compliance with program 
commitment OSS (One Stop Service) and the schedule that was announced previously. 
(3). Tariff charges or services fees some licensing existing in KPPT Surakarta very 
affordable by various circles of society. (4). Product licensing service issued by KPPT 
Surakarta, which includes 21 licenses and 2 non-licensing. (5). Infrastructures in KPPT 
Surakarta already meet the standards of care and support services licensing. (6). Officers 
Competency Provider in KPPT Surakarta drawn from academic circles where it supports 
the existing licensing service in KPPT Surakarta. 
In conclusion, the management of license service in KPPT Surakarta has been 
work well and they also could handle most of the obstacles that appear on the 
performance. The users service was relatively satisfied with the service given by KPPT. 
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